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The dramatic increase in turnover rate of general staff in 
the service industry in Hong Kong in the last three years 
(1987 - 1989) has generated concern regarding the erosion of 
service standards in the territory. 
This research attempts to unravel the factors that affect 
the propensity of general staff to stay in order to provide 
some insights for developing appropriate human resources 
practices that would help retain staff. 
A locally based airline was selected to be the case for 
study• Research results indicated that work unit climate, 
remuneration package, promotion, job opportunity, 
organisational commitment and work load are the key factors 
affecting propensity of general staff to stay. The results 
also showed that the demographic variables of marital status 
and number of children correlate positively with propensity to 
stay. 
A holistic approach to human resources policies, 
encompassing policies from the pre recruitment to the post 
recruitment stage, was recommended to the airline. 
Recommendation for further research was also made. 
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The question of turnover rates looms large for 
management, and companies have traditionally focused 
considerable attention on why employees leave. However, 
the reasons why employees stay are equally or more 
important to a company that seeks to maintain a 
motivated, productive workforce. 
Vincent S. Flowers and Charles L. Hughes^ 
1.1 Staff Turnover in Service Industry 
The service industry in Hong Kong has been suffering from 
tremendous increase in staff turnover in recent years: 29.7 
percent in 1987, 42.2 percent in 1988 and 45.1 percent in 
1989. The vacancy rate of the service industry in 1989 was 
the highest among all sectors, and was 35 percent up from that 
of 1988. The sector led the wage surge last year by giving an 
average salary raise of 24 percent to its s t a f f . 3 
1 Vincent S. Flowers and Charles L. Hughes. "Why 
Employees Stay.” Harvard Business Review. July - August, 
1973, 
2 
Hong Kong Institute of Personnel Management. 1989 
Pay Trend Survey. 1990. 
3 
Hong Kong Institute of Personnel Management. 1989 
Pay Trend Survey. 1990. 
2 
This has caused significant management concern since high 
staff turnover erodes the consistency of service standards. 
According to the 1989 Pay Trend Survey conducted by Hong Kong 
Institute of Personnel Management, the highest turnover rate 
was with the general staff, at 30.1 percent. General staff 
refers to those earning an annual salary of less than $104,000 
and usually assuming routine duties. 
1.2 Outlook of Supply of General Staff 
The capacity of human resources in Hong Kong has been 
stretched to its limits in recent years. Overall unemployment 
rate has remained extremely low - 1.7 percent in 1987, 1.4 
percent in 1988 and about 1 percent in 1989 and the early 
months of 1990.4 The trend is a widening supply and demand 
gap in the labour market. 
The labour shortage will be particularly acute for the 
general staff due to the following reasons: 
a) Demographic Trends 
By projecting according to data of the Census 
and Statistics Department of the Hong Kong 
Government, there will be approximately 20,000 fewer 
secondary school graduates by 1996.^ 
4 
Census and Statistics Department. Monthly Digest of 
Statistics. November, 1989. Wen Wei Pao. 15th November, 1989. 
5 
Census and Statistics Department. Annual Digest of 
Statistics. 1989. 
3 
b) Attitude of secondary school students towards 
attaining tertiary education 
A survey conducted by Market Behavior Ltd (H.K.) 
in 1989 on the job searching attitudes and behaviors 
of school students showed that there is a general low 
desire for Form 5 and Form 6 graduates to leave 
school and a strong desire to continue studies. 
c) More opportunities for tertiary education 
Places offered by universities, polytechnic, 
Baptist College and the two approved post secondary 
colleges have increased 32.9 percent from 26,172 in 
1984 to 34,776 in 1988• (See APPENDIX I) 
The Governor said in his speech on 11th October 
1989 that the first-year first-degree places will be 
doubled to 15,000 by 1995. 
d) Emigration trend 
According to government projection, emigration 
rate will rise from 42,000 in 1989 to between 55,000 
and 60,000 in 1992.6 Some of these emigrants will 
be general staff. 
6 South China Morning Post. 9th September, 1989. 
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1•3 Objective and Scope 
Under such circumstances, retaining existing staff becomes 
a critical issue. To achieve high retentiion, it is necessary 
to identify the factors that can increase the propensity of 
general staff to stay, which is the purpose of this study. To 
give a sharper focus, we have chosen to conduct a case study 
of a local airline, Cathay Pacific Airways Ltd (Cathay 
Pacific). 
Therefore, the original problem is "How to Achieve High 
Retention of General Staff?" but the problem statement for 
this research is: 
"WHAT ARE THE FACTORS AFFECTING THE PROPENSITY OF 
GENERAL STAFF TO STAY?" 
1.4 Significance of the Study 
We have selected Cathay Pacific for this case study 
because of the following reasons: 
a) It experiences the problem of high turnover of 
general staff typical of a service company in Hong 
Kong. 
b) It has a large population of general staff available 
for study. 
5 
c) The last, but could be the most important, reason is 
the enlightened approach to staff matters adopted by 
its management. The airline's management plays an 
active role in soliciting views of its staff and 
responding to them. If the turnover rate of the 
airline has changed as a result of implementing 
policies based on findings of this survey, it will 
have strong implications for the study of general 
staff retention in the service industry of Hong Kong. 
1•5 Case Brief 
The airline employs approximately 11,000 staff, over 50 
percent of which are local staff. The major hub of activity is 
Hong Kong, in which 80 percent of all traffic are handled. The 
company has very ambitious business goals for the 1990s. These 
include becoming the most successful airline in the world and 
creating a rewarding and enjoyable career for all staff. It 
also plans to double its staff and fleet size before the year 
2000. 
The airline experienced turnover rates of 15.45 percent in 
1987, 20.36 percent in 1988 and 18.05 percent in 1989. 
Turnover of general staff is the highest among all levels of 
staff, at 21 percent. 
The most severe turnover was found in three departments 
with the largest number of general staff - 1,690 in total. The 
departments are namely, Airport Operations, Accounts and 
Reservation Sales. In 1989, the number of general staff of 
these departments quitting the airline accounted for 68 
percent of total resignees. 
6 
The profile of a general staff who quit the airline is 
normally like this: 
Age : 21 - 25 years 
Years of Service : Less than 1 year 
Education Level : Form 5, with HKCEE^ 
Reasons for Quitting : Further study or 
Join Another Company 
The airline has prepared a standard career ladder for 
general staff for the first few years after they have joined 
the airline. Except for extremely poor performers, all are 
subject to the same rate of progression as presented in 
EXHIBIT 1.1. This means they will reach the grade of Clerk 1 
or Officer 1 in three to four years‘ time. Afterwards, 
promotion is subject to merit and the availability of vacancy. 
7 Hong Kong Certificate of Education Examination. 
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EXHIBIT 1.1 
TYPICAL CAREER LADDER FOR GENERAL 
STAFF OF CATHAY PACIFIC 
Grade Promoted to After 
Clerk 3 Clerk 2 2 years 
Clerk 2 Clerk 1 2 years 
Clerk 1 Assistant Supervisor By vacancy 
and merit 
Officer 3 Officer 2 2 years 
Officer 2 Officer 1 1-2 years 
Officer 1 Assistant Supervisor By vacancy 
and merit 
Difference between the basic salaries of two grades ranges 
from 3.5 percent to 7 percent. 
As the airline is keen to become the preferred employer, 
the management has agreed that a study be carried out on its 
three problem departments with a view to improving the factors 





Staff retention is closely associated with staff turnover. 
Whilst retention is "to hold" onto the staff already being 
e m p l o y e d , 8 turnover refers to the degree of individual 
movement across the membership boundary of a social system.^ 
Turnover is a dynamic concept as it focuses on the 
movement of individuals. It includes the •moving into' 
(accession) and 丨moving out of丨 (separations) the social 
system. This study focused on how to maintain staff who have 
，accessed丨 the organisation. 
A taxonomy of boundary crossing behaviour (see EXHIBIT 
2.1) has been developed by Bluedorn (1978) to pinpoint 
traditions in the area of boundary crossing research. 
8 Webster Dictionary. Second College Edition. 1980. 




TAXONOMY OF ‘BOUNDARY CROSSING BEHAVIOUR', 
BLUEDORN (1978) -
Direction of Movement 
Into the Out of the 
Initiator Organisation Organisation 
of Movement (Accessions) (Separations) 
Type II Type I 
Voluntary Voluntary 
The Individual Accessions Separations 
(Voluntary) (Taking a Job) (Quitting a Job) 
Type III Type IV 
Other than Involuntary Involuntary 
the Accessions Separations 
Individual (Military (Being Fired) 
(Involuntary) Conscription) 
Most research on turnover studied Type I behaviour, 
voluntary separations, for two major r e a s o n s : 1 0 
a) Most turnover is voluntary and it makes sense to 
concentrate limited resource on the most prevalent 
type of turnover. 
b) Managers focus more attention on the phenomenon of 
voluntary turnover because they are capable of some 
degree of control over this phenomenon. 
\ 
This project studied voluntary separation with the focus 
on propensity to stay. 
10 J.L.Price. The Study of Turnover•Iowa State University 
Press, 1977. 
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2•2 Effects of Turnover 
2.2.1 Effects on Organisational Performance 
Turnover can bring about negative or positive effects. If 
the well-performed employees choose to resign, and they cannot 
be replaced by equally competent staff, the quality of work 
will be lowered.11 In addition, when a new member of staff 
joins a department, adjustments must be made by all 
concerned.^^ 
On the other hand, turnover can also have positive impacts 
on organisational performance. This is achieved by 
"successively high amount of turnover that probably produces a 
successively high amount of innovation at a decreasing 
r a t e " T h e effect will be prominent if more outstanding 
staff are recruited to replace those who left. 
Pigors and Meyers also pointed out that morale and 
efficiency will be raised if staff are promoted to replace the 
• 14 resignees. 
11 N.R.F. Maier. Psychology in Industry, 3rd ed. Houghton 
Mifflin, Boston. 1965. 
12 Paul Pigors and Charles A. Myers. Personnel 
Administration: A Point of View and a Method. 5th ed~ McGraw 
Hill, 1965. 
J.L. Price.The Study of Turnover.Iowa State University 
Press, 1977. 
Paul Pigors and Charles A. Myers. Personnel 
Administration: A Point of View and a Method. 5th ed~ McGraw 
Hill, 1965. 
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2.2.2 Effects on Organisational Culture 
Sorokin and Anderson (1932) in their study of college 
turnover expounded that as turnover rate increases, more 
newcomers have to be socialized into the norms of the 
organisation - the miniature culture. The more newcomers the 
more effort devoted to this process. If high turnover 
persists, the organisational structure and culture will »break 
down, since there is fewer 'old timers丨 to teach norms and 
procedures to new staff. 
2.2.3 Effects on Structure 
When turnover is non-random, that is, it is higher for 
some jobs than for others, power will tend to centralize in 
units with lower turnover rates because staff in those units 
have more knowledge of work procedures. (Price and Bluedorn, 
1978) ‘ 
12 
2.2.4 Effects on Organisational Processes 
Turnover is likely to have an impact on the fundamental 
process of any social s y s t e m . 1 5 These two processes are: 
a) Communication 
Communication can be viewed from two 
standpoints: quantity and quality. Turnover is 
positively correlated to the quantity of 
communication but negatively correlated to its 
quality. Turnover requires inducting and training of 
new members, leading to increased number of messages 
sent within the organisation. On the other hand, a 
new entrant may take some time to learn the jargons 
of the organisation and if replacement is found after 
a time lapse, meaning of messages for the new 
employee will be distorted. This will lead to 
reduction in the quality of communication. 
b) Conflict 
When one of the contending parties leaves the 
organisation, conflict will be reduced. 
15 Allen C. Bluedorn."Theories of Turnover:Causes, Effects 
and Meaning." Research in the Sociology of Organisations. 
B. Samuel Bacharach (editor). JAI Press Inc., 1982. 
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2•3 Costs of Turnover 
Since each turnover involves a certain amount of 
disturbance within the organisation, the visible and invisible 
costs of turnover have been a matter of management concern. 
Costs of turnover include: 
a) recruitment and advertising costs; 
b) training and development costs; 
c) administration costs; 
d) salary costs of staff who are undergoing training and 
not yet productive; 
e) overtime costs to maintain the same level of 
productivity; and 
f) equipment idle time costs. 
Other costs are psychological and social in nature and are 
difficult to quantify. These are: 
a) Preoccupation of resignee with the new employer, with 
lesser inclination towards the existing one. 
b) Unstablising effects affecting the whole work unit if 
the employee due to leave chooses to slacken off in 
their work. 
Although it is difficult to calculate the actual costs 
involved in turnover, it has been estimated that in corporate 
United States, annual turnover costs were in excess of US$11 
billion in 1988 and that replacing an hourly worker could cost 
up to 20% of the first year»s pay for the worker.^^ 
16 Amy Levy. "Employee Turnover•” Journal of Credit Union 
Executive. Vol. 28, issue 1. (Spring 198^ 
14 
2•4 Measurement of Turnover 
The measurement of turnover rate commonly used in Hong 
Hong Kong is the one Hong Kong Institute of Personnel 
Management adopted from the Van der Merwe and Miller 
17 model. The rate of turnover is expressed as a percentage: 
Number of Voluntary Resignations during the Period 
Average Number of Staff during the Period 
2•5 Causes of Turnover 
Steve Jenkins stated that the key factors leading to 
turnover are: 
a) lack of career development; 
b) lack of guidance; 
c) lack of objectivity and fairness; 
d) higher management disinterest in human relations; 
e) lack of involvement; 
f) lack of trust; and 
g) disproportionately low compensation. 
17 R.Van der Merwe and S.Miller."The Measurement of Labour 
Turnover."Labour Turnover and Retention. B.O.Pettment (editor)• 
Gower Press^1975. 
18 Steve Jenkins. "Turnover: Correcting the Causes.“ 
Personnel Journal. Vol. 65, issue 12. (1988) 
15 
In addition, Wild and Dawson suggested that general 
dissatisfaction with the job or with any aspect of the job is 
a main cause of turnover.^^ Other factors include: 
a) availability of jobs elsewhere; 
b) better prospects/pay in other jobs, areas or 
industry; and 
c) alternative source of income, such as legacy. 
Irrational factors also exist, such as 丨restlessness• and 
•desire丨 to join other resignees. 
In order to maintain a stable work force, improving 
employee retention is more effective in the long run than 
simply reducing employee turnover.^^ Management can achieve 
this by adopting proactive policies and actions to tackle the 
rational factors affecting voluntary turnover. 
2•6 Causes for Staying 
Research revealed that in general two internal factors and 
two external factors making people s t a y . 2 1 
19 . R. Wild and A. Dawson. "Labour Turnover, Theories and 
Remedial Action.” Management Decision Monograph Series. Gordon 
Wills (editor). 1972. 
2 0 Charles L. Hughes and Vincent S.Flowers."Why Employees 
Stay is More Critical Than Why They Leave." Personnel Journal. 
Vol. 66, issue 10. (October 1987) 
21 Charles L. Hughes and Vincent S.Flowers."Why Employees 
Stay is More Critical Than Why They Leave•” Personnel Journal. 
Vol. 66, issue 10. (October 1987) 
16 
The two internal factors are: 
a) An employee's satisfaction with his job. This 
includes achievement, recognition, responsibility, 
growth and other matters associated with the 
motivation of the individual in his job, 
b) An employee's satisfaction with the working 
environment. This includes pay, benefits, work rules, 
physical working conditions and the like. 
The two external factors are: 
a) Environmental factors outside the company. This means 
outside job opportunity, community relations, etc. 
b) Personal and family reasons such as location of work 
place, financial obligations and family ties. 
2•7 Developing the Theoretical Framework 
We have adopted a pragmatic approach towards developing a 
theoretical framework on staff propensity to stay by taking 
into account the available literature on the subject and its 
relevance to the service industry in Hong Kong in the 1990s. A 
historical review of the study of turnover shows the evolution 
of four major models. 
17 
2.7.1 Four Major Models 
The four models briefly discussed below are the Price 
Model, the Mobley Model, the Organisational Commitment 
Tradition and the Expectancy Model. 
The Original Model by Price 
This model developed by J.L. Price is based on structural, 
economic and social psychological v a r i a b l e s . 2 2 The model 
specified a causal relationship between job satisfaction, 
opportunity (that is, jobs available outside the organisation) 
and turnover. Price also identified the correlation between 
demographics (that is, age, length of service and level of 
employment) and turnover. 
Price had located nine codifications to support the 
inclusion of satisfaction as a variable. Lawler supported this 
by citing that "studies have consistently shown that 
dissatisfied workers are more likely than satisfied workers to 
terminate employment•"23 
Price also used cost-benefits analysis to rate job 
satisfaction. Job satisfaction is the benefits and 
dissatisfaction the costs. If benefits outweigh costs, the 
individual is more likely to stay on with the company. 
2 2 J.L.Price.The Study of Turnover. Iowa State University Press, 1977, 
23 E. E. Lawler III. Motivation in Work Organisations. 
Wadsworth Publishing Co., 1973. 
18 
The Mobley Model 
The Mobley Model (1977) specified that the behavioural 
space between job satisfaction and voluntary separation is a 
process composed of thoughts of quitting, evaluations of the 
utility of job search, job search, evaluation of alternatives, 
and intentions to quit or stay. in other words, 
dissatisfaction leads to job search which leads to intentions 
to stay or leave, which subsequently results in the behaviour 
of staying or leaving. 
The Organisational Commitment Tradition 
Many empirical studies have reported substantial positive 
relations between propensity to stay and organisational 
commitment.^^ Organisational commitment is defined as the 
strength of an individual's identification with and 
involvement in an organisation. 
The Expectancy Model 
This model is based on the expectancy theory of Wanous 
(1973) which demonstrated that employees whose career 
expectations about an organisation at the time of hiring are 
subsequently met have a higher propensity to stay. 
O A Allen C. Bluedorn."Theories of Turnover:Causes, Effects 
and Meaning•“ Research in the Sociology of Organisations. 
B. Samuel Bacharach (editor). JAI Press Inc., 1982. 
19 
2.7.2 An Integration of the Models 
We have integrated the above models into a theoretical 
framework after given due consideration to their relevancy to 
the case under study. Three focus groups were conducted with a 
sample of general staff from Cathay Pacific to assist us to 
come up with an objective and appropriate integrated model. 
The Independent Variables 
Adopted as independent variables are the factors of 
satisfaction and opportunity of the Price Model, 
organisational commitment of the Organisation Commitment 
Tradition and career expectation of the Expectancy Model. We 
used the term 丨environment opportunity' (Bluedorn, 1982) 
instead of 丨opportunity, to better convey the meaning of 
opportunity outside the organisation. 
Satisfaction here refers to the traditional organisational 
definition of satisfaction with pay, work, supervision, 
co-workers and promotion proposed by P.C. Smith, L.M. Kendall 
and C.L. Hulin.25 However, the variable of pay is expanded 
to the concept of remuneration in order to take into account 
the increasing importance of benefits in a compensation 
package. 
2 5 Patricia Cain Smith. "Development of a Method of 
Measuring Job Satisfaction: the Cornell Studies." Studies in 
Personnel and Industrial Psychology. Edwin A. Fleishman and 
A.R. Bass (editor). Dorsey Press, 1974. 
I 香 港 中 文 大 學 圓 當 f T 藏 i r j 
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In short, the eight independent variables tackled are: 
a) satisfaction with remuneration 
b) satisfaction with promotion 
c) satisfaction with co-workers 
d) satisfaction with work 
e) satisfaction with supervisor 
f) organisational commitment 
g) career expectation 
h) environmental opportunity 
Below are some detailed discussion on the importance of 
each of these variables. 
a) Satisfaction with Remuneration (pay and benefits) 
March and Simon suggested that individuals have 
a conception of their own worth in terms of money and 
s t a t u s . 2 6 Miller (1941) and Thomson (1939) 
reported that attitudes towards roles in 
organisations are positively correlated to pay. Pay 
is thus one of the most visible inducement the 
organisation offers to the individual. Lawler (1971) 
pointed out that "pay dissatisfaction can be a 
determinant of turnover•” A research done by Ng 
S.H.(1980) cited pay as the single largest factor for 
turnover in a local bank. 
2 6 J.G. March and H.A. Simon. Organisations• Wiley, 1958. 
21 
Recent development in remuneration package study 
indicated that more and more employees are looking at 
their pay packages in conjunction with the type of 
benefits they are entitled to. Research by Lust and 
Fay showed positive correlations between benefits as 
a percentage of the total payroll and turnover 
2 7 
rate. With a severe brain drain problem in Hong 
Hong, benefits improvement are seen as one of the 
r e a d y solutions t o s t a f f r e t e n t i o n . 2 8 
b) Satisfaction with Promotion 
Promotion is often referred to as upward 
mobility within an organisation. Studies by Lawler 
showed that higher amount of upward mobility will 
tend to lead to higher propensity to stay and that 
the effects of promotion will decrease the importance 
of pay.29 
27 J. Lust and C. Fay. "The Impact of Compensation and 
Benefits on Employee Quit Rates.“ Compensation and Benefits 
Management Journal. Vol. 5, issue 4. (1989) 
2 8 "Brain Drain." Staff Journal. Spring, 1990. 
2 9 E.E. Lawler III. Pay and Organisational Effectiveness； 
A Psychological View. MaGraw Hill, 1971. 
22 
c) Satisfaction with Co-workers 
Research studies showed that co-workers of a 
cohesive group have higher rates of satisfaction, 
lower rates of tension, absenteeism and labour 
t u r n o v e r . 3 0 Price listed six codifications to 
support the statement that high integration among 
co-workers results in low turnover r a t e . 3 1 
Van der Merve and Miller even believed that a 
cohesive group is a more important variable than pay 
in affecting propensity of staff to stay. They 
stated: "wages are not a major causal factor in 
turnover, and this is consistent with the proposition 
that group cohesion is a primary factor in limiting 
turnover. 
d) Satisfaction with Work 
A recent study by Fern, Avila and Grewal (1989) 
showed that those employees who stayed on with the 
company found their jobs to be more exciting, 
satisfying, challenging and interesting than those 
w h o l e f t 
3 0 David A. Buchanan and Andrzej A. Huczynski. 
Organisational Behaviour. Prentice Hall International, 1985. 
31 J.L.Price. The Study of Turnover•Iowa State University 
Press, 1977. 
Roux Van de Merwe and Sylvia Miller. Labour Turnover 
in the South African Footwear Industry. Grahamston Leather 
Industries Research Institute. Res. Bull, 1970. 
3 3 Edward F. Fern; Ramon Avila; Dhruv Grewal. "Salesforce 
Turnover: Those Who Left and Those Who Stayed.“ Industrial 
Marketing Management. Vol. 18, issue 1. (February 198^) 
23 
Seybolt in his research on turnover stated that 
"the activities and duties required of the individual 
in his jobs are of significant importance in the 
individual‘s decision to remain with or leave the 
organisation. 
e) Satisfaction with Supervisor 
Fleishman and Harris reported in their study 
substantial correlation between supervisor‘s 
behaviour and turnover rate of their 
s u b o r d i n a t e s . C o n s i d e r a t e leaders were found to 
be better at predicting subordinates‘ response to 
problems. Farran concluded that "subordinates who 
are treated decently are less likely to q u i t . " 3 6 
Other studies such as those carried out by 
Likert showed that supervisors who are more employee 
oriented will be more favourably received by their 
subordinates. This reception constitutes an important 
part of perceived satisfaction.” 
34 John W. Seybolt. Job Satisfaction and Turnover in Work 
Organisation as a Function of the Person-Environment 
Interaction. Ph. D. Thesis. Cornell University, 1975. 
3 5 E. A. Fleishman and E.F. Harris. "Leadership Behaviour 
Related to Employee Grievances and Turnover.” Studies in 
Personnel and Industrial Psychology. Dorsey Press, 1974• 
3 6 Alan W. Farrant."Keep Your Subordinates.” Supervision. 
Vol. 50. (April 1988) 
Rensis Likert. "Patterns in Management.” Studies in 
Personnel and Industrial Psychology•E.A.Fleishman and A.R.Bass 
(editor). Dorsey Press, 1974. 
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f) Organisational Conunitment 
Organisational commitment is, according to 
Mowday, Porter and Steers (1979), defined in terms of 
the strength of an individual's identification with 
his involvement in a particular organisation. This 
factor can be said to be a strong belief and 
acceptance of the organisation's goals and a strong 
desire to remain with the organisation and to work 
hard towards its goals. 
Snow-Antle, Stone and Vincellette (1989) also 
pointed out in their research on turnover prediction 
that employees may be more likely to stay in a job 
when they genuinely identify with the organisation. 
A recent study conducted by Chow (1990) on the 
correlation between intent of local employees to quit 
the job and organisational commitment showed that a 
"larger portion of the high commitment group 
indicated they would stay until retirement or leave 
the organisation only if an exceptional opportunity 
turned up".^^ The study also threw positive light 
into the positive effects of organisational 
commitment on reducing labour turnover and brain 
drain. 
3 8 R-T. Mawday; R.M. Steers and L.W. Porter. "The 
Measurement of Organisational Commitment." Journal of 
Vocational Behaviour. 1979. 
3 9 Irene Hau-Siu Chow. "An Empirical Assessment of 
Organisational Commitment Among Local Employees.“ The Human 
Resources Journal of Hong Kong. Vol. 6,issue 1.(January 1990) 
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g) Career Expectation 
An employee's career expectation formed prior 
to joining an organisation has been shown (Wanous 
1980) and confirmed by Bluedorn (1982) to have a 
significant effect on subsequent decisions of the 
employee to either stay or l e a v e . 4 0 
Most people joining an organisation have career 
ejcpectation of the organisation. According to Bailey 
and Davenport, those firms that "emphasize 
opportunity for career development" will help reduce 
turnover.^^ 
h) Environmental Opportunity 
A number of studies (Blackett, 1928; Woytinsky, 
1942; Cook, 1951; Vautier, 1952; Van der Merwe and 
Miller, 1970) showed that there is an inverse 
relationship between the level of business activities 
as measured by unemployment data and turnover 
rate.42 
4 0 Allen C. Bluedorn."Theories of Turnover:Causes, Effects 
and Meaning•” Research in the Sociology of Organisations. 
B. Samuel Bacharach (editor). JAI Press Inc., 1982. 
41 George Bailey and Thomas O. Davenport. "Solving the 
Turnover Blues." Mortgage Banking. Vol. 47, issue 3. (December 
4 2 Darrie O. Pettman. "External and Personal Determinants 
of Labour Turnover."Labour Turnover and Retention. P.O.Pettment 
(editor) • Gower Press^1975. “ 
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Moreton also found in his study of turnover rate 
and unemployment rate that there is a positive and 
significant correlation between job opportunity and 
turnover rates.^^ 
March and Simon commented that when "jobs are 
plentiful voluntary movement is high; when jobs are 
scarce voluntary turnover is s m a l l . " 4 4 This 
comment provides appropriate explanation to the 
current situation in Hong Kong where high voluntary 
turnover is partially attributable to environmental 
opportunity. 
Dependent Variable 
Propensity to stay is used as the independent variable as 
a number‘of literature has suggested that the predictive power 
of intent to stay or leave enables the provision of research 
results much more quickly than a design which has to await 
actual behaviour of staying or l e a v i n g . 4 5 
The Mobley model also suggested a map of 'space, between 
satisfaction and voluntary separations in which the propensity 
to stay or leave exists. 
4 3 T. Moreton. "Toward a Model of Labour Turnover and Job 
Choice.” Personnel Review. Issue 3, 1974• 
44 J.G. March and H.A. Simon. Organisation. Wiley, 1958. 
4 5 Allen C. Bluedorn."Theories of Turnover:Causes, Effects 
and Meaning.” Research in the Sociology of Organisations• 
B. Samuel Bacharach (editor). JAI Press Inc., 1982. 
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Other Correlates 
Price considered demographics to be correlation variables 
of t u r n o v e r . H e also identified nineteen correlates 
which were widely discussed in literature. Common to most 
literature are the following: 
a) length of service; 
b) age; and 
c) education. 
The less common variables listed below are also considered 
to be correlated to the propensity of staff to stay. These 
variables are: 
a) current salary; 
b) sex; 
c) marital status; 
d) the number of children an employee has; 
e) financial obligation of the employee; and 
f) the number of companies served before joining an 
organisation (or past employment history). 
Current salary, the number of children an employee has and 
the financial obligation of the employee are supposed to be 
positively correlated to propensity to stay. Those who are 
married are likely to have a higher propensity to stay. The 
number of companies one served before joining an organisation 
is expected to be negatively correlated to propensity to stay. 
The correlates of length of service, age and education are 
discussed in detail in the following paragraphs. 
46 J.L.Price. The Study of Turnover.Iowa State University 
Press, 1977. 
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a) Length of Service 
Research by the Tavistock Institute of Human 
Relations showed that there is a positive 
relationship between tenure and propensity to stay. 
Price cited 12 codifications supporting the suggested 
relationship between length of service and 
t u r n o v e r . 4 7 Porter and Steers noted t h a t 
"increased tenure appears to be strongly related to 
propensity to remain. “ 8 
b) Age 
Age is closely related to the length of service: 
the older members in an organisation are usually 
those who have served for a longer period of time. 
March and Simon reported that "the older the worker, 
the less the perceived ease of m o v e m e n t • " 4 9 when 
all things being equal, such as the level of skill, 
education, pay and years of service, the younger aged 
employee is more likely to quit the company than the 
older ones. Price listed 10 codifications in support 
of the positive relationship between age and tenure 
within an organisation.^^ 
J.L.Price. The Study of Turnover, Iowa State University Press, 1977. 
48 Lyman W. Porter and Rochard M. Steers. "Organisation, 
Work and Personal Factors in Employee Turnover and 
Absenteeism•” Psychological Bulletin. Vol. 18. (1973) 
49 J.G. March and H.A. Simon. Organisation. Wiley, 1958. 
5 0 . J.L.Price. The Study of Turnover. Iowa State University Press, 1977. 
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c) Education 
Organisations usually recruit people into 
different jobs based on their level of education. 
Hence, a person with a higher level of education 
usually have higher expectations regarding his 
employment and would more readily leave the 
organisation if that expectation is not met. 
According to Berg, "better educated workers have 
higher turnover rates."51 
2•8 The Theoretical Framework 
The theoretical framework used in this study, as presented 
in EXHIBIT 2.2, has evolved from the four major models of 
turnover. These models view turnover as a structural, economic 
and social-psychological concept. 
Ivar Berg. Education and Job. New York Praeger, 1970. 
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EXHIBIT 2.2 























The objective of this survey is to identify the factors 
affecting the propensity of general staff of a service company 
to stay on with the company. A local airline, Cathay Pacific, 
is chosen for the case study. We made use of a questionnaire 
to collect data from our sample and the data were then used 
for hypothesis testing to establish the validity of factors 
constructed to have effect on propensity to stay. The results 
obtained provided a basis for making recommendations to 
management on ways of improving staff retention. 
3•2 Population and Sample 
The population is the 3,000 general staff in Cathay 
Pacific. The major characteristics of most general staff are 
as follows: 
• between 21 and 25 years old 
• Form 5 graduates 
• performing mainly routine duties 
• earning between $4,000 and $8,000 a month 
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Turnover of general staff of the airline was 21 percent in 
1989, higher than the overall staff turnover rate of 18.05 
percent. 
The sample used for this study was all the general staff 
of three departments, namely Airport Operations, Accounts and 
Reservation Sales, because the turnover rate of general staff 
was highest in these departments. 
The sample size was 1,690, with 1,069 from the department 
of Airport Operations, 431 from Accounts and 190 from 
Reservation Sales. This sample consisted of 19 grades in 
total. The titles and job nature of the sample are contained 
in APPENDIX II. 
3•3 Preliminary Survey Method 
To unravel potential factors that would affect a general 
staff‘s propensity to remain with the company, we have 
conducted focus group meetings with 17 general staff and 
interviewed five supervisors. 
Each of the three focus groups comprised a random sample 
of five to six members from one of the three departments 
concerned. Period of service of group members ranged from 4 
months to 3 years. 
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On the whole, group members agreed that the following 
factors have effects on their desire to remain with the 
company: 
• sense of belonging 
• co-worker relationship 
• supervisor's support and understanding 
• job satisfaction 
• renumeration 
• career prospects 
• fairness of promotion and pay systems 
Supervisors interviewed revealed that employees with high 
career ambition were more inclined to quit the company for 
other jobs with faster promotion opportunity or to take up 
further study before resuming work. They also said those who 
stay on for a longer period, in most cases more than two 
years, are less ambitious. Many of these staff want to be 
promoted to higher grades, such as supervisor, but are not too 
willing to accept the responsibilities that come with the 
title. 
We have taken all the above factors into account while 
constructing the theoretical framework. All of these factors 
were included in the variables used and were tackled in the 
questionnaire. 
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One interesting point worth mentioning is that the 
original idea of studying whether a tailor-made remuneration 
package can increase the propensity of a general staff to stay 
has been dispelled by findings of the focus group meetings. 
Group members indicated that they are unwilling to accept any 
changes to the way current remuneration is packed, no matter 
it is the giving up of benefits for a higher pay or vice 
versa. 
3•4 The Hypotheses 
Eight pairs of null hypotheses and alternate hypotheses 
were developed from our theoretical framework to be tested by 
results from the survey. The null hypotheses are the 
following: 
HQI : There is no relationship between individual's 
satisfaction with remuneration and propensity to 
stay. 
Hq2 : There is no relationship between individual‘s 
satisfaction with promotion and propensity to 
stay. 
Hq3 : There is no relationship between individual‘s 
satisfaction with co-workers and propensity to 
stay. 
Ho4 : There is no relationship between individual‘s 
satisfaction with work and propensity to stay. 
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HqS ： There is no relationship between individual's 
satisfaction with supervisor and propensity to 
stay. 
Ho6 : There is no relationship between individual's 
organisational commitment and propensity to stay. 
Hq7 : There is no relationship between individual‘s 
career expectation and propensity to stay. 
Hq8 : There is no relationship between environmental 
opportunity and individual‘s propensity to stay. 
Below are the corresponding alternate hypotheses: 
HaI ： The greater the individual's satisfaction with 
renumeration, the greater the propensity to stay. 
: The greater the individual's satisfaction with 
promotion, the greater the propensity to stay. 
: The greater the individual's satisfaction with 
co-workers, the greater the propensity to stay. 
: The greater the individual's satisfaction with 
work, the greater the propensity to stay. 
: The greater the individual•s satisfaction with 
supervisor, the greater the propensity to stay. 
: The greater the individual's organisational 
commitment, the greater the propensity to stay. 
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Ha7 ： The greater the individual's career expectation, 
the lower the propensity to stay. 
^A® : The greater the environmental opportunity, the 
lower the individual's propensity to stay. 
3•5 Data Collection Method 
Data were collected by means of a questionnaire designed 
to test the above hypotheses. In order to ensure a higher 
response rate, all items in the questionnaire are simply 
multiple choice and the questionnaire was written in Chinese 
because all respondents are of Chinese origin and do not have 
a high English standard. 
3.5.1 The Pre-test 
A pre-test was carried out by administering the 
questionnaire to a random sample of 30 staff in order to 
detect any problem contained in the questionnaire. The 
statistical tool SPSS was then used to carry out factor 
analysis of the data collected. 
Results of analysis indicated that some of the items did 
not fall into any of the factors; therefore, some items were 
deleted and others rewritten to make them more precise. In 
addition, the completed questionnaires were scrutinized 
closely to detect whether there were any possible 
misinterpretation of the questions. This resulted in a tighter 
final version with 27 questions in Section A, instead of the 
original 37, and 10 questions in Section B. 
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3.5.2 The Survey 
Section A of the questionnaire contains 25 items intended 
to measure the independent variables and two items measuring 
the dependent variable. Section B contains items on 
demographics including the following: 




e) educational level; 
f) marital status; 
g) number of children; 
h) status of breadwinner; 
i) length of service; and 
j) number of companies served before joining Cathay. 
To ensure a better response rate, support of department 
managers were solicited beforehand. Each questionnaire was 
accompanied by a letter from the General Staff Manager asking 
for the respondents‘ assistance to complete and return the 
• questionnaire. A short letter from the researchers briefly 
explaining the purpose of carrying out the survey immediately 
precedes the four-page questionnaire. 
To make classification easier, colour papers were used for 
printing the questionnaires. The questionnaires for the 
Airport Operations Department were white in colour. Accounts 
green and Reservation Sales yellow. The questionnaires were 
sent through internal transfer to the 1,690 general staff in 
our sample. Respondents were asked to return the completed 
questionnaire to the Staff Department by utilising the label 
of the Staff Department already stuck on to the back of the 
questionnaire. 
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A copy of the questionnaires for the three departments was 
attached as APPENDIX III while APPENDIX IV contains an English 
translation. 
3•6 Variables 
The study concerns the independent variables - factors 
affecting propensity of staff to stay on with the company, and 
the dependent variables - the propensity to stay. 
3.6.1 Independent Variables 
A total of 25 items were designed to measure the eight 
independent variables. Operational definitions of independent 
variables were constructed based upon findings from both 
literature survey and focus group meetings. 
The independent variables, their operational definitions 
and the items measuring the independent variables are listed 
in EXHIBIT 3•1 on the following page. 
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EXHIBIT 3.1 
LIST OF VARIABLES, OPERATIONAL DEFINITIONS AND 
CORRESPONDING ITEMS IN THE QUESTIONNAIRE 
Variable Independent O p e r a t i o n a l ~ i t e m 
No. Variables Definitions No. 
F1 Satisfaction pay 1 24 
with renumeration benefits 7 \ 9, is 
F2 Satisfaction promotion practice 23 
with promotion promotion 4, 16 
opportunity 
F3 Satisfaction teamwork spirit 2, 25, 
with co-workers mutual communication 19 
F4 Satisfaction physical working 5, 10 
with work conditions 
work load 11, 22, 
26 
work challenge 12 
F5 Satisfaction feedback from 6 
with supervisor supervisor 
supervisor's 13 
competence 
supervisory concern 21 
F6 Orgai^isational clarification of 15 
conunitment mission 
identification with 17 
mission 
F7 Career acceptance of 8 
expectation pressure 
career ambition 14 
F8 Environmental job opportunity 20 
opportunity 
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3.6.2 Dependent Variable 
The dependent variable is the propensity of general staff 
to stay, which can be operationally defined as the chance of a 
staff to leave the company within a certain period of time. 
The variable is measured by items 3 and 27. 
3•7 Measurement of Variables 
The independent variables were measured by a five-point 
Likert Scale ranging from point 5, ,Strongly Agree,, to point 
1, 'Strongly Disagree,• The Likert Scale enabled us to tap 
the differences, the order and the equality of the magnitude 
of the differences in the variables. 
The •Staying or Leaving Index， （SLI) (Bluedorn, 1980) was 
used to measure the propensity to stay or leave. We selected 
the instrument because it has been tested in five different 
populations and its predictability was found to be consistent 
across time and samples.^^ 
SLI consists of two sets of four questions each. One set 
measures the respondent� chances of staying on with the 
company and the other measures his chances of quitting. Each 
question focuses on a specific period of time, ranging from 
three months to two years. The two sets of questions, 
questions 3 and 27 in this case, were located in non-adjacent 
positions within the questionnaire. 
52 Allen C. Bluedorn. "Causes of Turnover: Causes, Effects 
and Meaning•” Research in the Sociology of Organisations• 
B. Samuel Bacharach (editor). JAI Press Inc., 1982 
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3•8 Data Analysis Techniques 
The major objective in data analysis is to test the 
hypotheses developed so that a basis could be provided for 
management to decide what factors should be improved in order 
to effect higher propensity of staff to stay. The importance 
of the factors affecting propensity to stay are also ranked in 
order to help management to set priority irl allocating limited 
resources. 
Before carrying out hypothesis testing, we obtained a feel 
for data and conducted a factor analysis. The statistical tool 
used was SPSS and a probability smaller than 0.05 is 
considered to be significant. 
3.8.1 Feel for Data 
A feel for data gave us a picture of the percentage of the 
total respondents from each department, the percentage of the 
population they represented as well as their demographic 
profile. This was done by computing the frequency distribution 
for data in Section B of the questionnaire. 
The mean scores and ranges of items measuring independent 
variables were computed to provide a feel of the central 
tendency and dispersion of data. The mean, range and standard 
variable of the dependent variable, measured by the 'Staying 
or Leaving Index丨（SLI) were also obtained. This process also 
helped detect halo effect if respondents have stuck to the end 
points in the scale. 
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A respondent's SLI score is the sum of his scores for 
items 3 and 27, after scores of item 27 is recoded. Hence, the 
highest possible score is 40, which is the product of 5 by 8 
(the sum of 4 questions for item 3 and 4 questions for item 
27) while the lowest is 8, the product of 1 by 8• 
3.8.2 Factor Analysis 
A factor analysis was conducted on the 25 items measuring 
the independent variables. Item 20 was excluded from the 
factor analysis because it alone measures the independent 
variable of environmental opportunity. The resulting factors 
helped us to review the hypotheses, and the factors were used 
for subsequent analysis. 
3.8.3 Hypothesis Testing 
Before conducting hypothesis testing, we intentionally 
isolated the effect of past job history, item 10 in Section B 
(the number of companies a respondent worked for in the two 
years before joining Cathay). The reason for doing this is 
that job—shifting conveys information of past behaviour, a 
factor that is distinctly different in nature from current 
demographic data and the independent variables constructed. 
Its predictive power on future behaviour deserves to be 
studied in isolation. Hence, simple regression was used to 
find out the effect of job-shifting behaviour on propensity to 
stay. 
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Afterwards, SLI was adjusted by removing the effect of 
past job-shifting behaviour in order to prevent mistakenly 
attributing such effect to the independent variables and other 
demographic data. The resulting •purified, SLI was used for 
hypothesis testing. 
Pearson correlation was performed to test the validity of 
the hypotheses. This was followed by multiple regression 
analysis used to find out which of the factors together 
explain SLI, the propensity to stay, and the ranking of 
explanation power of such factors. The criteria for accepting 
the hypothesis are as follows: 
Let Hq = null hypothesis 
established significant level = 0.05 
p = computed exact probability of association 
Accept Hq, if P > 0.05 
Reject HQ, if p ^ 0.05 
3.8.4 Other Analysis 
Analyses were also carried to determine the relationship 
between demographic data and staff's propensity to stay by 
using Pearson correlation and cross tabulation. Pearson 
correlation between demographic data continuous in nature 
(salary, age, education level, number of children and length 
of service) and SLI was computed. Whereas, discrete 
demographic data (sex, marital status and financial 




4•1 Response Rate 
A total of 605 questionnaires, or 36 percent of the 
questionnaires distributed were collected. Sixty-three 
questionnaires were unusable because 60 respondents only 
answered one of the four questions in items 3 and 27 which 
measure the Staying or Leaving Index (SLI), and three were 
outliers who stuck to one point of the scale. Hence, 542 valid 
cases were subject to analysis, representing 20 percent of the 
population of general grade staff in Cathay Pacific. TABLE 4.1 
summarizes the data. 
TABLE 4.1 
SIZE OF VALID CASES 
f 
% of 
Item No. Population 
Population 3,000 一 
Sample (questionnaires distributed) 1,690 56 
Questionnaires collected 605 20 
Valid cases (usable questionnaires) 542 18 
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4•2 Feel for Data 
4.2.1 Frequency Distribution 
Distribution by Department 
The highest response rate was the Reservation Sales 
Department, followed by Accounts and Airport Operations. 
TABLE 4.2 
DISTRIBUTION OF VALID CASES BY DEPARTMENT 
(PERCENTAGE OF SAMPLE SIZE) 
Airport Reservation 
Item Operations Accounts Sales Total 
Sample size 1,069 431 190 1,690 
No. of valid 239 181 122 542 
cases 
No. of valid 22 42 64 32 




The distribution of valid cases among the three 
departments under study is presented in EXHIBIT 4.1. 
EXHIBIT 4.1 
DISTRIBUTION OF VALID CASES BY DEPARTMENT 
(PERCENTAGE OF TOTAL VALID CASES) 
Distribution by Rank 
Valid cases covered 17 of the 19 ranks under study because 
no questionnaire was returned by Customer Services Officer I 
and Passenger Reception Officer I of Airport Operations 
Department. Distribution by ranks are summarized in APPENDIX 
V. 
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Distribution by Demographics 
Frequency distribution of demographic data revealed that 
the demographics of respondents are very homogeneous and 
correspond to the major attributes of the population. The 
majority of them are below 25 years old, single, with Form 5 
or matriculated standards, earning a monthly salary of between 
$4,000 and $6,000, and having served in Cathay Pacific for 
less than two years. About half are males and half females, 40 
percent are breadwinner of the family, and 58 percent worked 
for one to two companies before joining Cathay Pacific. Pie 
charts in APPENDIX VI show the distribution of valid cases by 
demographics. 
4.2.2 Measurement of Dependent Variable -
Propensity to Stay 
The propensity of staff to stay is measured by SLI. The 
larger the SLI value, the higher the propensity of staff to 
stay. The highest possible SLI value is 40 and lowest 8. 
Results indicated that the overall maximum SLI value is 40 and 
the minimum 9, with an overall mean of 27.4 and a standard 
deviation of 5.05. Mean SLI value varies across department. 
Respondents from Reservation Sales were found to have the 
highest propensity to stay. Accounts the lowest and Airport 
Operations in the middle. TABLE 4.3 contains the overall SLI 
mean and means by department. 
TABLE 4.3 MEAN SLI VALUES ACROSS DEPARTMENT 
Overall SLI mean 27.40 
Departmental SLI mean: 
Airport Operations 27.72 
Accounts 26.17 
Reservation Sales 28.58 
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4.2.3 Measurement of Independent Variables 
There are in total 25 items measuring the eight 
independent variables. The highest possible score for each 
item is 5 and the lowest 1. High score represents one of the 
following, depending on the independent variable the item was 
designed to measure: high satisfaction, high organisational 
coitunitment, high environmental opportunity and high career 
expectation. Whereas, low scores represent the opposite. The 
list of mean scores for items measuring independent variables 
is at APPENDIX VII. 
Results indicated that the maximum score for all items 
measuring independent variables is 5 and minimuin 1. Mean 
scores for most items lie between 2.5 to 3.5. What deserve 
attention are the two items which mean scores are above 3.5 
and the seven items which mean scores are below 2.5. 
The two highest mean scores show that staff have a 
relatively high satisfaction with the benefits of 
prof it-sharing and the right to purchase concessionary air 
ticket. On the other hand, the seven lowest mean scores 
revealed that staff are relatively dissatisfied with fairness 
of promotion policy, promotion opportunity, time taken to be 
promoted, fairness of pay policy, physical working space, work 
load and the existence of small groups within the department. 
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4•3 Factor Analysis 
By processing 24 items by factor analysis, (item 20 was 
excluded from factor analysis because it alone measures 
environment opportunity) we obtained seven factors that are 
similar to the independent variables contained in our 
theoretical framework, except for some regrouping and the 
exclusion of three items from the seven factors. 
The three items not classified by the factor analysis are: 
item 7 which measures the importance of concessionary air 
ticket; item 9 which measures the importance of the 
prof it-sharing benefit; and item 12 which measures work 
challenge. Correlation between these three items and SLI was 
computed independently to determine their relationship with 
propensity to stay. 
According to the characteristics of items grouped under 
each factor, we came up with factors F1 to F7 in EXHIBIT 4.2. 
F8 is the factor of environmental opportunity measured by item 
2 0 . 
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EXHIBIT 4.2 
LIST OF FACTORS 
RESULTED FROM FACTOR ANALYSIS 
Factor Factors (indepen- Operational Item 
No. dent variables) Definitions No. 
F1 Satisfaction pay 1, 24 
with remuneration benefits 18 
F2 Satisfaction promotion practice 23 
with promotion promotion 4, 16 
opportunity 
F3 Satisfaction co-workers 2, 19, 
with colleagues 25 
supervisor 6, 13, 
21 
F4 Satisfaction amount of work 11, 26, 
with work load working hours 22 
F5 Satisfaction work space 5 
with physical working condition 10 
working condition 
F6 Organisational clarification of 15 
commitment mission 
identification with 17 
mission 
F7 Career acceptance of 8 
expectation pressure 
career ambition 14 
F8 Environmental job opportunity 20 
opportunity 
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The resulting factors differ from our original design in 
two ways: satisfaction with co-workers and supervisor appeared 
as one factor - satisfaction with colleagues wh.le 
satisfaction with work was splited into satisfaction wxth work 
load and physical worXing condition. This reflected the ways 
respondents perceive these factors. They probably consider 
relations with co-workers and supervisor simply as 
interpersonal relationship. Whereas, they perceive wor)c load 
and physical working condition as two different things, rather 
than one single factor of work. 
4.4 Hypotheses Testing 
Regression analysis showed that the number of companies an 
individual wor.ed for in the two years before joining Cathay 
pacific significantly explains a sxnall percentage of the 
variance in SLI (R^ = 0 . 0 0 3 , p = 0.44) . Th.s xneans the - r e 
frequent an individual changes jobs, the - g h 二 二s 二 二 
propensity to stay. However, the effect of ^ob-shxftxng 
Lhaviour is very xninimal, only O.B percent of t o t a variance 
in propensity to stay. A new SLI value adjusted for the effect 
of job-shifting was then used for hypotheses testing. 
4.4.1 The Hypotheses 
According to the factors resulted fro. the factor 
analysis, we have adjusted three of the eight hypotheses. The 
three original null hypotheses are: 
H 3 • There is no relationship between individual's 
O satisfaction with co-workers and propensity to stay. 
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Hq^ ： There is no relationship between individual‘s 
satisfaction with work and propensity to stay. 
HqS : There is no relationship between individual's 
satisfaction with supervisor and propensity to stay. 
The null hypotheses reconstructed are: 
HQ3 : There is no relationship between individual * s 
satisfaction with colleagues and propensity to stay. 
HQ4 : There is no relationship between individual"S 
satisfaction with work load and propensity to stay. 
HqS : There is no relationship between individual»s 
satisfaction with physical working condition and 
propensity to stay. 
Their corresponding alternate hypotheses are: 
: The greater the individual‘s satisfaction with 
colleagues, the greater the propensity to stay. 
: The greater the individual's satisfaction with work 
load, the greater the propensity to stay. 
: The greater the individual丨s satisfaction with 
physical working condition, the greater the propensity 
to stay. 
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4.4.2 Pearson Correlation 
Pearson correlation results substantiated six of the 
eight alternate hypotheses, with coefficients of correlation 
significant at the level of p ^ 0.05. APPENDIX 7 contains 
results of hypotheses testing, figures of coefficients of 
correlation and significance levels for each of the 
hypotheses. The substantiated hypotheses are the following: 
HaI ： The greater the individual's satisfaction with 
remuneration, the greater the propensity to stay. 
: The greater the individual's satisfaction with 
promotion, the greater the propensity to stay. 
Ha3 : The greater the individual's satisfaction with 
colleagues, the greater the propensity to stay. 
Ha4 : The greater the individual»s satisfaction with work 
load, the greater the propensity to stay. 
Ha6 : The greater the individual's organisational 
commitment, the greater the propensity to stay. 
: The greater the environmental opportunity, the lower 
the individual's propensity to stay. 
The following alternate hypotheses are not 
substantiated: 
: The greater the individual's satisfaction with 
physical working condition, the greater the propensity 
to stay. 
: The greater the individual's career expectation, the 
lower the propensity to stay. 
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4.4.3 Multiple Regression 
Multiple regression analysis revealed that six 
independent variables together explained 21 percent (R2 = 
0.21) of variance in propensity of staff to stay. The order of 
importance of these variables, as shown by results of stepwise 
multiple regression, is detailed in TABLE 4.4. 
TABLE 4.4 
INDEPENDENT VARIABLES WITH EFFECT ON 
STAFF'S PROPENSITY TO STAY 
(RANKED IN ORDER OF IMPORTANCE) 
Variable Independent Beta Significance 
No. Variables 
F3 satisfaction with 1.23 o.00 
colleagues 
F1 satisfaction with 1.03 0.00 
remuneration 
F2 satisfaction with 0.85 0.00 
promotion 
F8 environmental 0.70 o.02 
opportunity 
F6 organisational 0.53 o.01 
commitment 
F4 satisfaction with 0.44 0.04 
work load 
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4•5 Other Analyses 
4.5.1 Relationship Between Demographics 
and Propensity to Stay 
Five demographic data - respondents» salary, age, 
education level, number of children and length of service -
were correlated with SLI by using Pearson correlation. (Refer 
to APPENDIX IX for the results) Only the number of children a 
staff has is found to have a significant correlation with 
propensity to stay (coefficient of correlation = 0.12, p = 
0.005)• This is to say the more children one has, the more 
likely is one to remain with the company. 
Associations between three demographic data - sex, marital 
status and financial obligation - and SLI were obtained 
through cross tabulation. For this analysis, SLI value was 
categorized into four levels according to SLI scores (the 
higher the SLI scores, the higher the propensity to stay): 
SLI level Range of SLI Scores 
1 8 - 1 6 
2 1 7 - 2 4 
3 2 5 - 3 2 
4 3 3 - 4 0 
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No significant relationship is found between sex and SLI 
(p = 0.3382) and between breadwinner status and SLI (p = 
0.5031). Only marital status was found to have a significant 
association with propensity of staff to stay (p = 0.01). The 
divorced and widowed cases represented only 0.6 percent of 
total valid cases and, therefore, were grouped with the 
married cases under one category. Forty-two percent of the 
cases of married, widowed and divorced have very high 
propensity to stay, with SLI scores lie within level 4. 
Whereas, propensity of single respondents to stay is more or 
less evenly distributed among the four levels, with slightly 
more respondents having a low propensity to stay, that is SLI 
level 1. TABLE 4.5 has the details. 
TABLE 4.5 
RESULTS OF CROSS TABULATION BETWEEN 
MARITAL STATUS AND SLI 
SLI % of total % of Married + 
Level Single Divorced + Widowed 
Respondents 
1 26.9 18.8 
2 24.4 13.0 
3 24.7 26.1 
4 24.0 42.0 
Total % 100.0 100.0 
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4.5.2 Relationship Between Work Challenge, Concessionary 
Air Ticket, Profit-sharing and 
Propensity to Stay 
Since work challenge, importance of concessionary air 
ticket and importance of prof it-sharing were not included in 
the factor analysis, correlation analyses between these three 
items and propensity to stay were carried out separately. 
Only work challenge is found to have a significant 
correlation with propensity to stay. Concessionary air 
ticket and profit-sharing, though very important to staff as 
indicated by their high mean values, do not have a 
significant correlation with propensity to stay. The 
correlation results are contained in TABLE 4.6. 
TABLE 4.6 , 
CORRELATION BETWEEN WORK CHALLENGE, CONCESSIONARY 
AIR TICKET, PROFIT-SHARING 
AND PROPENSITY TO STAY 
Item Attributes Coefficient of Significance 
No. Measured Correlation (r) Level (p) 
12 Work challenge 0.2458 0.0000 
7 Importance of 0.0571 0.1930 
concessionary 
air ticket 
9 Importance of 0.0554 0.2060 
prof it-sharing 
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4.5.3 Difference in Mean SLI score 
Among Three Departments 
Results of analysis of variance (ANOVA) indicated a 
significant difference among means of the three departments (p 
=0.000). The results showed that the difference in propensity 
to stay lies between Accounts and Airport Operations, and 
between Accounts and Reservation Sales. This indicated that 
the propensity of Accounts staff to stay (mean SLI = 26.17) 
was significantly lower than that of Airport Operations (mean 
SLI = 27.72) and Reservation Sales (mean SLI = 28.58). The 
ANOVA results are presented in TABLE 4.7. 
TABLE 4.7 
DIFFERENCE IN SLI MEANS ACROSS DEPARTMENT 
(ANOVA RESULTS) 
Degree of Significance 
Effects Sum of Squares Freedom Level 
Main 471.232 2 0.000 
Explained 471.232 2 0.000 
Residual 13326.482 539 0.000 
Total 13797.714 541 0.000 
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4 • 6 Suminary of Results 
Analysis of the research results showed that six 
independent variables significantly explained 21 percent of 
the dependent variable, the propensity of staff to remain with 
the company. Apart from this, job-shifting behaviour is found 
to have an effect, though minimal, on staff's propensity to 
stay. Work challenge also is significantly correlated to 
propensity to stay. Two demographic variables, marital status 
and number of children, have significant association with the 
dependent variable. There is significant difference between 
the propensity of Accounts staff to stay and the propensity of 




5•1 Significant Factors Affecting 
Propensity to Stay 
Four of our substantiated hypotheses suggested that the 
Price model is applicable to the study of propensity of 
general staff to stay. Satisfaction with remuneration, 
promotion, colleagues and work load were found by our study to 
have significant correlation with propensity to stay. The 
factor of satisfaction with remuneration encompasses the 
factor of satisfaction with pay proposed by Price; the factor 
of satisfaction with colleagues is equivalent to the factors 
of satisfaction with co-workers and supervisor of the Price 
model； the factor of satisfaction with work load is part of 
the factor of satisfaction with work proposed by Price. 
Organisational commitment was also found to be positively 
correlated with propensity of staff to stay. This is in line 
with the results of a study conducted by Chow (1990) which 
found that a larger portion of the high commitment group has a 
high tendency to remain with the organisation. 
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Environmental opportunity was substantiated to be 
negatively correlated with staff's propensity to stay. This is 
similar to the results found by Muchinsky and Morrow (1980). 
Ranking of importance of these six variables indicated 
that general staff are most concerned about interpersonal 
relationship. This proved the importance of the work unit 
climate for these young people. A cohesive group, as believed 
by Merve and Miller (1970), could be more important than pay 
in retaining staff. 
Aside from the six major factors, work challenge was also 
found to have a positive correlation with propensity of staff 
to stay. The finding is similar to that of a recent study by 
Fern, Avila and Grewal (1989) which showed that employees who 
stayed on with the company found their jobs to be more 
exciting, satisfying, challenging and interesting than those 
who left. 
An interesting point with the results is that the more 
companies one has worked for before joining Cathay Pacific, 
the higher is one's propensity to stay. The finding is 
contrary to the original assumption that the more jobs one 
shifted in the past, the lower is the propensity to stay. The 
positive relationship found could be attributable to the fact 
that people tend to have a trial period in searching for the 
right job after graduation before finally settling down. Those 
who have worked for many companies before have already gone 
through their trial period, and are able to appreciate what 
Cathay Pacific has to offer to employees in terms of benefits, 
training and security. 
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5•2 Factors not Correlated to 
Propensity to Stay 
No significant correlation was found between career 
expectation, physical working condition and propensity to 
stay. The reason for the insignificant effect of career 
expectation on tendency of staff to stay could be that most 
respondents are aware of the constraint imposed their 
educational qualification and consequently do not have high 
career expectation. Their mean scores for the two items 
measuring career expectation cluster around the mid-point of 
the scale. Hence, a significant relationship between the two 
could not be established. 
The insignificant effect of physical working condition on 
propensity to stay could be due to the fact that physical 
working condition, though unsatisfactory, has been improving. 
An example is that the Accounts Department will move to a new 
and more spacious office. The physical working condition for 
the Airport Operations Department is far from satisfactory 
because of limited working space. However, staff seem to under 
the constraint placed by the size of the airport, which is 
outside the control of the airline. Similar to the factor of 
career expectation, mean scores for this factor cluster around 
the mid-point of the scale. 
Results indicated that although staff consider the 
benefits of concessionary air ticket and profit-sharing 
important, they would not remain with the company simply 
because of such benefits. This illustrated that offering more 
benefits alone would not improve staff retention; such 
benefits would have to be accompanied by more important 
inducements such as work unit climate and pay if higher 
retention is to be achieved. 
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5•3 Relationship Between Demographics 
and Propensity to Stay 
Staff who are married and with children have a higher 
tendency to stay, mainly because these people tend to be more 
risk aversive. They are more concerned about job security 
offered by Cathay Pacific and will think twice before moving 
on to other companies. 
It is understandable why other demographic data do not 
have a significant effect on propensity to stay. The reason is 
likely to be that the demographics, including age, monthly 
salary, education level and length of service, are too similar 
with little variation. The reason why those who claimed 
themselves to be breadwinners do not have a stronger 
propensity to stay is too obvious. The respondents are the 
breadwinner, or perhaps one of the breadwinners, in the 
parents• family, instead of the only breadwinner in their own 
family with wife and children, because most of them are single 
and without children. Hence, their financial obligation might 
not be as great as those who have to take care of a family 
with a wife and children. 
[ ？ ^ 中 文 大 举 圖 金 ^ ^ j J 
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5.4 Departmental Variation in 
Propensity to Stay 
Staff of Accounts Department have the lowest propensity to 
stay. Unsatisfactory work unit climate experienced by Accounts 
staff could be the major reason contributing to this 
difference. Besides, in general, most people in the 
accountancy field in Hong Kong aim at obtaining recognized 
accountancy qualification to climb the career ladder. They are 
also concerned about acquiring more experience with different 
accounting systems in different companies. Hence, they would 
hardly be expected to be satisfied with having to queue up in 
Cathay Pacific for promotion. 
5•5 Conclusion ‘ 
Very much in line with findings of past studies, the 
research showed that the general staff of Cathay Pacific are 
more likely to remain with the company if they are satisfied 
with colleagues, remuneration, promotion, work load, 
organisational commitment and work challenge. However, the 
more the job opportunities in the market, the lower is the 
likelihood of an employee to continue serving in the airline. 
As regards demographics, those married with children have a 
lower mobility and are more likely to stay. 
The study revealed a lot about the factors behind the 
staying or leaving behaviour of general staff, but at the same 
time, the results must be used with care because they are 
sample specific. Based on the results, recommendations were 
made in the following chapter to the airline for improving 
staff retention, and to researchers who are interested in 




6•1 Recommendations to the Airline 
The human resources policy of the airline has in recent 
years undergone changes quite dramatically to keep up with the 
pace of progress in the field. However, roost of the changes 
were introduced only to areas affecting senior staff but not 
the general staff. It is therefore recommended that the 
airline should develop a holistic approach for its human 
resources strategies towards general staff, with specific 
emphasis on staff retention. 
The approach must be in line with the business strategies 
of the airline for the 1990s. To fit in with the overall 
strategy, it is necessary to look into manpower planning and 
needs in the next few years, followed by design and 
implementation of policies from the pre-recruiting stage to 
the post-recruiting stage. 
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6.1.1 Improving Work Unit Climate 
Work unit climate is most crucial to staff retention since 
the research results showed that satisfaction with colleagues 
has the strongest correlation with the propensity of staff to 
stay. Improving work unit climate should therefore be given 
foremost attention. 
Management can consider improving work unit climate 
through the following means: 
a) To emphasize and reinforce the importance of good 
management practices such as concern for the 
individual and the provision of recognition to the 
individual. One of the ways of achieving this is to 
provide training on interpersonal skills to all 
levels of supervisors. 
b) To reinforce team work spirit by using individual»s 
behaviour in team as one of the criteria in 
appraising his performance. To provide performance 
feedback to staff based on comments made by their 
superior, subordinates and peers to help them improve 
performance in team work. 
c) To continue the practice of regularly conducting 
climate surveys to listen to what staff have to say 
on work climate. To maintain good industrial 
relations with the local staff union. 
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6.1.2 The Recruitment Policy 
The airline should, in the first place, define its culture 
and values and, from that basis, develop man specifications 
and job requirements for recruiting purposes. 
Research results revealed that applicants who are married 
with children and who have worked for other companies before 
have higher propensity to stay. Such applicants should be 
favoured over those who are single and fresh graduates, when 
all other attributes are equal. Before hiring an employee, the 
Staff Department should provide the individual a realistic 
picture of the job he/she is entering - including work load, 
pay and promotion practices - so as to avoid employing staff 
who have unrealistic expectations of the airline. 
6.1.3 The Induction Process 
Since research results showed that individual's 
organisational commitment is positively correlated to 
propensity to stay, new entrants should be inducted into the 
organisational culture and norm as soon as possible. This can 
be achieved by providing adequate information and background 
knowledge for them to identify with the airline's mission 
statement. Extra attention should be given to the process of 
integrating them into his work group, thus providing them with 
a sense of belonging right from the very beginning. 
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6.1.4 The Remuneration Policy 
General staff, as shown by the research results, found 
remuneration important in relation to their tendency to remain 
with the airline. Thus, Cathay Pacific should offer a pay and 
benefits package that is slightly above the median market rate 
to retain quality staff. Consideration should be given to 
conducting salary surveys on a timely basis to audit the 
airline's pay position within the market to prevent staff loss 
due to non-competitive pay. 
The existing pay structure of awarding incremental points, 
though convenient, should be made more flexible to award high 
performers. This can be made possible through overlapping pay 
scales of two consecutive grades and increasing the number of 
increments available for merit increase. 
Welfare schemes including retirement benefits, medical and 
housing benefits should be constantly reviewed to keep up with 
the market trends. The current benefits such as concessionary 
air tickets and profit sharing should be maintained as they 
are considered by staff to be very important. 
Wherever possible, the Staff Department should seek to 
introduce more benefits at little or no additional costs to 
the company. These benefits could be discounted credit cards, 
free use of the first class lounge of the airport by staff 
making on-duty visits to enhance the feeling that the 
organisation is a caring one. 
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6.1.5 The Promotion Policy 
Respondents exhibited dissatisfaction with the promotion 
system, fairness in promotion practice and the time taken to 
be promoted. Some improvements to the promotion practices 
could be considered: 
a) To change the automatic upgrading system to promotion 
by merit, after carefully considering how transition 
can be feasibly carried out. 
b) To offer some overt recognition to those who are 
promoted, such as a brooch which is a symbol of his 
new position. 
c) To make staff understand that more responsibilities 
come with promotion, but is accompanied by higher 
salary at the same time. 
d) To offer timely promotion. 
e) To create management awareness on the promotion need 
of the general staff. 
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6.2 Recommendations for Further Research 
Though the study has unraveled some factors that have 
important implications for retention of general staff, there 
are limitations to the generalization of the results because 
of the sample specific nature of the study. An obvious 
sample-specific limitation is the homogeneous demographics of 
respondents, rendering correlation between most demographic 
data and propensity to stay insignificant. 
For further research, we would like to recommend a 
cross-sectional study across a number of representative 
companies in the service sector. A more heterogenous sample 
could probably provide more insights into the relationship 
between demographics and propensity to stay, as well as 
between other factors and propensity to stay. The findings 
could thus provide guidelines to service companies for 
planning and implementing personnel policies to better 
position themselves in the increasingly competitive labour 
market of Hong Kong. 
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APPENDIX I 
PLACES OFFERED BY UNIVERSITIES, 
POLYTECHNICS AND COLLEGES 
Places Offered (year) Tertiary 
Institutes 
1984 1985 1986 1987 1988 
Approved Post 4,634 4,789 5,523 5,426 5,230 
Secondary Colleges 
Polytechnics & 10,231 11,406 13,674 14,845 16,310 
Baptist College 
Universities 11,307 11,915 12,321 12,890 13,236 
TOTAL 26,172 28,110 31,248 33,161 34,776 




TITLE AND JOB NATURE OF SAMPLE 
Title Job Nature 
Accounts Department 
Clerk III ) 
Clerk II ) clerical 
Clerk I ) 
Reservation Sales Department 
Reservation Sales Officer III ) sells products and 
Reservation Sales Officer II ) handles 
Reservation Sales Officer I ) reservation 
) through telephone 
Airport Operations Department 
Traffic Officer III ) handles baggage 
Traffic Officer II ) transfer & 
Traffic Officer I ) irregularities 
Passenger Reception Officer II ) provides services 
Passenger Reception Officer II ) to customers at 
Passenger Reception Officer I ) check-in counters 
Airport Services Officer III ) provides services 
Airport Services Officer II ) to customers at 
Airport Services Officer I ) airport and assist 
them to board the 
plane 
Customer Services Officer III ) provides services 
Customer Services Officer II ) at first-class 











APPENDIX III B 
QUESTIONNAIRE 
TO : 
FROM ： General Staff Manager 
DATE ： February 21, 1990 
SUBJECT : CUHK - MBA RESEARCH PROJECT 
Two students from the MBA Faculty of the Chinese University 
have the permission of your Department Head to conduct a 
research in staff propensity to stay. The students have 
conducted some interviews and are now distributing the attached 
questionnaire for your completion. They have assured the 
managers that all responses will be anonymous. The Company and 
your department will receive a copy of the analyses result in 
return for participating in the project. 
Please give them your assistance by filling in the 
questionnaire and returning them. 
Thank you. 
A.N. TYLER 
General Staff Manager 
ANT/MC/hk 
At tach： 
cc： General Manager Kai Tak 
General Manager Finance 
Reservation Sales Manager - HK 
腳 “ 
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常 無 不 不 
同 同 意 同 同 
'^？、 J^、 
意 
1.公司的薪酬政策對員工很公平. 5 4 3 2 1 
2 .我部門的同事通力合作. 5 4 3 2 1 
3. i) 我估計三値月後（90年5月)， 5 4 3 2 1 
我仍會任職這公司. 
ii) 我估計六個月後（90年8月)， 5 4 3 2 1 
我仍會任職這公司. 
iii) 我估計一年後（91年1月)， 5 4 3 2 1 
我仍會任職這公司. 
iv)我估計二年後（92年2月)， 5 4 3 2 1 
我仍會任職這公司. 




常 無 不 不 
同 同 意 同 同 
'§、 一思、 /琶、 
5.我的工作位置地方太小了. 5 4 3 2 1 
6.我的直屬上司常提供賨貴意見給我. 5 4 3 2 1 
7. 購買便宜機票（ID90)的福利對 5 4 3 2 1 
我很重要. 
8.我喜歡壓力小的工作. 5 4 3 2 1 
9 .公司發放花紅的制度 5 4 3 2 1 
(Profit Shar ing)對我很重要. 
10.現時的工作環境（指空間及設備 5 4 3 2 1 
等方面）對我的工作解助很大. 
11.工作量不大. 5 4 3 2 1 
12.我的工作悶蛋極了. 5 4 3 2 1 
13.我的直屬上司很能幹. 5 4 3 2 1 
14.我對事業野心勃勃. 5 4 3 2 1 
15.我不知道甚麽是CX COMMITMENT. 5 4 3 2 1 
16.等待升職的時間太長了. 5 4 3 2 1 
17.我認同CX COMMITMENT. 5 4 3 2 1 
18.這公司的福利比別的公司好。 5 4 3 2 1 
19.同事們樂意互相交流有關工作的 5 4 3 2 1 
資料和訊息. 
20.我隨時可以找到一份比這份更好 5 4 3 2 1 
的工作. 
2L我的直屬上司很體諫我們. 5 4 3 2 1 
22.和別的公司比較，這裡的工作時 5 4 3 2 1 
間太長了. 
23.這公司的升職制度不公平. 5 4 3 2 1 
24.其他公司的薪金比這公司高得多. 5 4 3 2 1 
25.我的部門有小圏子. 5 4 3 2 1 
26.工作忙得透不過氣來. 5 4 3 2 1 
27. i) 我估計三個月内（90年5月)， 5 4 3 2 1 
我會離開這公司. 
ii) 我估計六個月内（90年8月)， 5 4 3 2 1 
我會離開這公司. 
iii) 我估計一年内（91年2月)， 5 4 3 2 1 
我會離開這公司. 





1. Your Job Title： 
1 Airport Services Officer III 8 Traffic Officer 工工工 
2 Airport Services Officer .11 9 Traffic Officer 11 
3 Airport Services Officer 工 10 Traffic Officer 工 
4 Customer Services Officer III 11 Passenger Reception Officer 工工工 
5 Customer Services Officer '工I 12 Passenger Reception Officer 11 
6 Customer Services Officer I 13 Passenger Reception Officer 工 
7 Asst. Administration (Training) 
2.月薪（不計雙糧，花紅等） 
1 $4,000 - $5,000 
2 $5.001 一 $6.000 
3 $6,001 - $7,000 
4 $7.001 — $8.000 
5 $8,000 以上 
3 . 年 鮮 
1 1 6 - 2 0 歲 
2 21 - 25 歳 
3 26 — 30 歳 
4 31 - 35 歳 
5 35歲以上 


































3 兩間：甲公司——> 乙公司——> 國泰 
4 三間：甲公司——> 乙公司——> 丙公司-一> 國泰 
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常 無 不 不 
同 同 意 同 同 
'^？、 
1.公司的薪酬政策對員工很公平. 5 4 3 2 1 
2.我部門的同事通力合作. 5 4 3 2 1 
3. i) 我估計三個月後（90年5月)， 5 4 3 2 1 
我iQ會任職這公司. 
ii) 我估計六個月後（90年8月)， 5 4 3 2 1 
我仍會任職這公司. 
iii) 我估計一年後（91年1月)， 5 4 3 2 1 
我仍會任職這公司. 
iv)我估計二年後（92年2月)， 5 4 3 2 1 
我仍會任職這公司. 




常 無 不 不 
同 同 意 同 同 
思、 rf^V 
5.我的工作位置地方太小了. 5 4 3 2 1 
6.我的直属上司常提供寶貴意見給我 . 5 4 3 2 1 
7. 購買便宜機票（ID90)的福利對 5 4 3 2 1 
我很重要. 
8 .我喜歡壓力小的工作 . 5 4 3 2 1 
9 .公司發放花紅的制度 5 4 3 2 1 
(Profit Shar ing)對我很重要. 
10.現時的工作環境（指空間及設備 5 4 3 2 1 
等方面）對我的工作解助很大. 
11.工作量不大. 5 4 3 2 1 
12.我的工作悶蛋極了. 5 4 3 2 1 
13.我的直屬上司很能幹. 5 4 3 2 1 
14.我對事業野心勃勃. 5 4 3 2 1 
15.我不知道甚麽是CX COMMITMENT, 5 4 3 2 1 
16.等待升職的時間太長了. 5 4 3 2 1 
17.我認同CX COMMITMENT. 5 4 3 2 1 
18.這公司的福利比別的公司好. 5 4 3 2 1 
19.同事們樂意互相交流有闘工作的 5 4 3 2 1 
資料和訊息. 
20.我隨時可以找到一份比這份更好 5 4 3 2 1 
的工作. 
21.我的直属上司很體諫我們. 5 4 3 2 1 
22.和別的公司比較，這裡的工作時 5 4 3 2 1 
間太長了. 
23.這公司的升職制度不公平. 5 4 3 2 1 
24.其他公司的薪金比這公司高得多. 5 4 3 2 1 
25.我的部門有小圏子. 5 4 3 2 1 
26.工作忙得透不過氣來. 5 4 3 2 1 
27. i) 我估計三個月内（90年5月)， 5 4 3 2 1 
我會離開這公司. 
ii) 我估計六個月内（90年8月)， 5 4 3 2 1 
我會離開這公司. 
iii) 我估計一年内（91年2月)， 5 4 3 2 1 
我會離開這公司. 






1. Your Job Title: 
1 Clerk III 
2 Clerk 工工 
3 Clerk I 
2.月薪（不計雙糧，花紅等） 
1 $4,000 - $5,000 
2 $5.001 - $6,000 
3 $6.001 - $7,000 
4 $7.001 - $8,000 
5 $8,000 以上 
3 . 年 齡 
1 16 - 20 歳 
2 21 - 25 歲 
3 26 — 30 歲 
4 31 - 35 歲 
5 35歲以上 































1 0 . 在 加 你 曾 在 幾 間 公 司 任 職 ？ 
1 無，因為國泰是我畢業後第一間加入的公司 
2 —間：甲公司——> 國泰 
3 兩間：甲公司一-> 乙公司——> 國泰 
4 三間：甲公司——> 乙公司——> 丙公司—一> 國泰 
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TELEGRAM • SINOVERSITY 
SHATIN • NT • HONG KONG • TEL. : 0-6952111 • TELEX • 50301 CUHK HX • 香 港 新 界 沙 田 • 雷 3 夭 . 突 . + 丈 一 
FAX • <852丨 0-6954234 • 命 八几九— 
工商管理學院碩士課程 ‘ 0.6952783 
MBA Programmes 3-7225808 
Faculty of Business Administration (Town centre) 
學 生 專 題 研 究 用 赛 
Student Research Projects 
致國泰員工： 
你好.我們是中文大學工商管理碩士課程的學生，現以國泰為個案，硏究如何減低 
f務行業部份員工流失• 誠邀閣下填妥以下問卷.然後把問卷對措，於 3月 5曰前 








常 無 不 不 
同 同 意 同 同 
居、 思、 
1.公司的薪酬政策對員工很公平. 5 4 3 2 1 
2 .我部門的同事通力合作. 5 4 3 2 1 
3. i) 我估計三個月後（90年5月)， 5 4 3 2 1 
我仍會任職這公司. 
i ii) 我估計六個月後（90年8月)， 5 4 3 2 1 
j 我仍會任職這公司. 
iii) 我估計一年後（91年1月)， 5 4 3 2 1 
我仍會任職這公司. 
iv)我估計二年後（92年2月)， 5 4 3 2 1 
我仍會任職這公司. 




常 無 不 不 
同 同 意 同 同 
思 意 見 意 意 
5.我的工作位置地方太小了. 5 4 3 2 1 
6.我的直屬上司常提供寶貴意見給我. 5 4 3 2 1 
7. 購買便宜機票（ID90)的福利對 5 4 3 2 1 
我很重要. 
8 .我喜歡壓力小的工作. 5 4 3 2 1 
9 .公司發放花紅的制度 5 4 3 2 1 
(Profit Shar ing)對我很重要. 
10.現時的工作環境（指空間及設備 5 4 3 2 1 
等方面）對我的工作解助很大. 
11.工作量不大. 5 4 3 2 1 
12.我的工作悶蛋極了. 5 4 3 2 1 
13.我的直屬上司很能幹. 5 4 3 2 1 
14.我對事業野心勃勃. 5 4 3 2 1 
15.我不知道甚麽是CX COMMITMENT. 5 4 3 2 1 
16.等待升職的時間太長了. 5 4 3 2 1 
17.我認同CX COMMITMENT. 5 4 3 2 1 
18.這公司的福利比別的公司好. 5 4 3 2 1 
19.同事們樂意互相交流有闘工作的 5 4 3 2 1 
資料和訊息. 
20.我隨時可以找到一份比這份更好 5 4 3 2 1 
的工作. 
21.我的直屬上司很體諫我們. 5 4 3 2 1 
22.和別的公司比較，這裡的工作時 5 4 3 2 1 
間太長了. 
23.這公司的升職制度不公平. 5 4 3 2 1 
24.其他公司的薪金比這公司高得多. 5 4 3 2 1 
25.我的部門有小圈子. 5 4 3 2 1 
26.工作忙得透不過氣來. 5 4 3 2 1 
27. i) 我估計三個月内（90年5月)， 5 4 3 2 1 
我會離開這公司. 
ii) 我估計六個月内（90年8月)， 5 4 3 2 1 
我會離開這公司. 
iii) 我估計一年内（91年2月)， 5 4 3 2 1 
我會離開這公司. 




Z J 6 簡單個人資料 
J U T 碰 離 一 脆 复 
L Your Job Title: 
1 Reservation Sales Officer I工工 
2 Reservation Sales Officer 工工 
3 Reservation Sales Officer I 
2.月薪（不計雙糧，花紅等） 
1 $4.000 - $5,000 
2 $5.001 - $6.000 
3 $6,001 - $7,000 
4 $7.001 - $8,000 
5 $8,000 以上 
3 . 年 齡 
1 16 - 20 歳 
2 21 - 25 歳 
3 26 - 30 歳 
4 31 - 35 歲 
5 3 5 歲 以 上 











3 離 婚 





















2 —間：甲公司——> 國泰 
3 兩間：甲公司一一> 乙公司——> 國泰 
4 三間：甲公司—-> 乙 公 司 — 一 - > 丙 公 司 > 國泰 





QUESTIONNAIRE (ENGLISH TRANSLATION) 
Dear friends, 
We are MBA students of the Chinese University of Hong 
Kong. We are researching into ways of tackling the problem of 
staff turnover in the service industry and have selected 
(patl^ iay Pacific for our case study. It is our pleasure to 
invite you to fill in the questionnaire below. The findings 
would be used for research purpose and also submitted to the 
management of Cathay Pacific for reference. There is no need 
to fill in your name. Please fold the questionnaire after 
completion and return to Miss Hidi Kwong, c/o staff Trainina 
6/F KTS Blk B. ^ 





(PLEASE CIRCLE ONE ANSWER FOR EACH QUESTION) 
Scale : 5 strongly agree 
4 somewhat agree 
3 no opinion 
2 somewhat disagree 
1 strongly disagree 
1 The pay policy of the company is 5 4 3 2 1 
fair to all. 
2 Colleagues of my department 5 4 3 2 1 
cooperate with one another. 
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3 i) I yill still be working for 5 4 3 2 1 
this company three months from 
now (May 1990)• 
ii) I will still be working for 5 4 3 2 1 
this company six months from 
now (Aug 1990). 
iii) I Yill still be working for 5 4 3 2 1 
this company a year from 
now (Feb 1991). 
iv) I will still be working for 5 4 3 2 1 
this company two years from 
now (Feb 1992). 
4 There are a lot of promotion 5 4 3 2 1 
opportunity here. 
5 Working space is too small. 5 4 3 2 1 
6 My direct supervisor often gives me 5 4 3 2 l 
valuable advice. 
7 The concessionary air ticket benefit 5 4 3 2 1 
(ID90) is very important to me. 
8 I like a job with little stress. 5 4 3 2 1 
9 Profit—sharing offered by this 5 4 3 2 1 
company is very important to me. 
10 Physical environment helps me a 5 4 3 2 1 
great deal in carrying out my work 
11 My work load is not heavy. 5 4 3 2 1 
12 My job is very boring. 5 4 3 2 1 
13 My direct supervisor is very 5 4 3 2 1 
competent. 
14 I am very ambitious about my career. 5 4 3 2 1 
15 I don't know what CX COMMITMENT is. 5 4 3 2 1 
16 It takes too long to get promoted. 5 4 3 2 1 
17 I agree with CX COMMITMENT. 5 4 3 2 1 
18 Fringe benefits of this company are 5 4 3 2 1 
better than those of others. 
19 Colleagues are willing to share 5 4 3 2 1 
work-related information. 
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20 I can easily find a better job. 5 4 3 2 1 
21 My direct supervisor is very 5 4 3 2 1 
considerate of us. 
22 Working hours of this company are 5 4 3 2 1 
longer than those of other companies. 
2 3 Promotion system of this company is 5 4 3 2 1 
unfair. 
24 Salaries offered by other companies 5 4 3 2 1 
are substantially higher 
25 My department has 'small groups‘. 5 4 3 2 1 
2 6 There is no breathing space during 5 4 3 2 1 
work. 
27 i) 工 will quit this company 5 4 3 2 1 
sometime in the next three 
months (by May 1990) 
ii) I will quit this company 5 4 3 2 1 
sometime in the next six 
months (by Aug 1990) 
iii) I will quit this company 5 4 3 2 1 
sometime in the next year 
(by Feb 1991) 
iv) I will quit this company 5 4 3 2 1 
sometime in the next two 
years (by Feb 1992) 
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Section B 
(PLEASE CIRCLE ONE ANSWER ONLY FOR EACH QUESTION) 
1 Your job title: 
1 Airport Services Officer III 
2 Airport Services Officer II 
3 Airport Services Officer I 
4 Customer Services Officer III 
5 Customer Services Officer II 
6 Customer Services Officer I 
7 Assistant Administration (Training) 
8 Traffic Officer III 
9 Traffic Officer II 
10 Traffic Officer I 
11 Passenger Reception Officer III 
12 Passenger Reception Officer II 
13 Passenger Reception Officer I 
2 Current monthly salary (excluding year-end bonus & the 
thirteenth month salary): 
1 $4,000 to $5,000 
2 $5,001 to $6,000 
3 $6,001 to $7,000 
4 $7,001 to $8,000 
5 above $8,000 
3 Age : 
1 16 to 20 
2 21 to 25 
3 26 to 30 
4 31 to 35 
5 above 35 
4 Sex : 
1 female 
2 male 
5 Education level : 
1 Form 3 
2 Form 5 
3 Matriculated 
4 Tertiary education 







(PLEASE CIRCLE ONE ANSWER ONLY FOR EACH QUESTION) 
1 Your job title: 
1 Clerk III 
2 Clerk II 
3 Clerk I 
2 Current monthly salary (excluding year-end bonus & the 
thirteenth month salary): 
1 $4,000 to $5,000 
2 $5,001 to $6,000 
3 $6,001 to $7,000 
4 $7,001 to $8,000 
5 above $8,000 
3 Age : 
1 16 to 20 
2 21 to 25 
3 26 to 30 
4 31 to 35 
5 above 35 
4 Sex : 
1 female 
2 male 
5 Education level : 
1 Form 3 
2 Form 5 
3 Matriculated 
4 Tertiary education 







(PLEASE CIRCLE ONE ANSWER ONLY FOR EACH QUESTION) 
1 Your job title: 
1 Reservation Sales Officer III 
2 Reservation Sales Officer II 
3 Reservation Sales Officer I 
2 Current monthly salary (excluding year-end bonus & the 
thirteenth month salary): 
1 $4,000 to $5,000 
2 $5,001 to $6,000 
3 $6,001 to $7,000 
4 $7,001 to $8,000 
5 above $8,000 
3 Age : 
1 16 to 20 
2 21 to 25 
3 26 to 30 
4 31 to 35 
5 above 35 
4 Sex : 
1 female 
2 male 
5 Education level : 
1 Form 3 
2 Form 5 
3 Matriculated 
4 Tertiary education 











5 more than three 
8 Are you the breadwinner of your family? 
1 Yes 
2 No 
9 How long have you been working for Cathay Pacific? 
1 less than 3 months 
2 3 to 6 months 
3 7 months to 1 year 
4 1 year to 2 years 
5 2 to 4 years 
6 More than 4 years 
10 How many companies did you work for in the two years 
before joining Cathay Pacific? 
1 None, because this is the first company I joined 
after graduation 
2 One : Co. A ——> Cathay Pacific 
3 Two ： Co. A ——> Co. B ——> Cathay Pacific 
4 Three : Co. A > Co. B > Co. C > Cathay 
Pacific 
5 Four : Co. A > Co. B > Co. C > Co. D ——> 
Cathay Pacific 
6 Five or above 
e n d 
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APPENDIX V 
DISTRIBUTION OF VALID CASES BY RANK 
No. of % of total 
Rank valid valid 
cases cases 
Accounts Deptartment: 
Clerk III 65 12.4 
Clerk 11 49 9.4 
Clerk I 63 12!0 
Reservation Sales Department: 
Reservation Sales Officer III 90 17.2 
Reservation Sales Officer II 30 5.7 
Reservation Sales Officer I 1 0.2 
Airport Operations Department: 
Traffic Officer III 31 5.9 
Traffic Officer II 11 2.1 
Traffic Officer I 9 1.7 
Passenger Reception Officer III 15 2.9 
Passenger Reception Officer II 5 1.0 
Airport Services Officer III 92 17.6 
Airport Services Officer II 16 3.I 
Airport Services Officer I 35 6.7 
Customer Services Officer III 5 1.0 
Customer Services Officer II 3 0.6 
Assistant Administrator 3 0.6 
Total 523 100.0 
Missing Data 19 
9^1 
A P P E N D I X V I 
DEMOGRAPHICS OF RESPONDENTS 
Distribution of Valid Cases 
By Monthly Salary 
above 88,000 (1.9X) 
87 .000 -88 , 000 (2 . ax ) 1 赢 
^ ― — 8 4 . 0 0 0 _ 8 5 . 0 0 0 (46.2%) 
25 ,000 -85 .000 (4-1.7X) 二 ^ ^ ^ ^ ^ ^ ^ ^ ^ ^ ^ 
86 .000-87 .000 (7.+X) 
Distribution of Valid Cases 
By Age 
above 35 (3.2X) 
— 
2 1 - 2 5 (54-.5X) 
9。 
Distribution of Valid Cases 
By Sex 
Male (50.+%) - = Female (+9.6%) 
Distribution of Valid Cases 
By Education Level 




Distribution of Valid Cases 
By Marital Status 
Divorced (0.4%) 
Married (13.0%) ^ — r l 
Widowed (0.2%) Z 
Distribution of Valid Cases 
By No. of Children 
(2.3%) 
1 
one r4.+%) h m e (0.4%) 




Distribution of Valid Cases 
By Marital Status 
# Breadwinner (39.2%) 
Distribution of Valid Cases 
By Years of Sen/ice 
0 -1 /4 - year (1.4%) I 
+ years & above (5.1 X) 
w — . . 
1 - 2 years (32.0%) 
Distribution of Valid Cases 




LIST OF MEAN SCORES FOR ITEMS 
MEASURING INDEPENDENT VARIABLES 
Rank Item Variable Operational Definitions Mean 
No. No. Measured Scores 
1 9 N.A. Profit-sharing benefit 4.172 
2 7 N.A. Concessionary air ticket 3.591 
3 14 F7 Career ambition 3.445 
4 19 F3 Communication among 3.359 
co-workers 
5 18 F1 Competitiveness of 3.272 
benefits package 
6 15 F6 Awareness of 3.253 
company mission 
7 17 F6 Identification with 
company mission 3.217 
8 22 F4 Length of working hours 3.187 
9 2 F3 Co-workers‘ cooperation 3.102 
10 13 F3 Supervisor's competence 2.980 
11 6 F3 Feedback from supervisor 2.955 
12 10 F5 Physical working 
condition 2.926 
13 8 F7 Acceptance of work 2.867 
pressure 
14 21 F3 Supervisory concern 2.837 
15 12 N.A. Work challenge 2.771 
16 26 F4 Amount of work 2.721 
100 
Rank Item Variable Operational Definitions Mean 
No. No. Measured Scores 
17 20 F8 Job opportunity 2.699 
18 24 F1 Competitiveness of pay 
package 2.575 
19 1 F1 Fairness of pay policy 2.444 
20 11 F4 Amount of work 2.442 
21 23 F2 Fairness of promotion 
policy 2.431 
22 5 F5 Physical working space 2.417 
23 4 F2 Promotion opportunity 2.346 
24 25 F3 Existence of small 
groups 2.302 25 16 F2 Time taken to be 2.225 Promoted 
Note 
F1 : Satisfaction with remuneration 
F2 : Satisfaction with promotion 
F3 : Satisfaction with colleagues 
F4 : Satisfaction with work load 
F5 : Satisfaction with physical working condition 
F6 : Organisational commitment 
F7 : Career expectation 
F8 : Environmental opportunity 
N.A.: not applicable 
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APPENDIX VIII 
RESULTS OF HYPOTHESES TESTING 
Hypothesis 1 
HQ I ： There is no relationship between individual's 
satisfaction with remuneration and propensity to stay. 
HaI ： The greater the individual's satisfaction with 
remuneration, the greater the propensity to stay. 
Coefficient of correlation (r) = 0.2407, p = 0.000 
Conclusion : Reject Hq I 
Accept H^l 
Hypothesis 2 
Ho2 : There is no relationship between individual's 
satisfaction with promotion and propensity to stay. 
Ha2 : The greater the individual's satisfaction with 
promotion, the greater the propensity to stay. 
r = 0.1934, p = 0.000 
Conclusion : Reject HQ2 
Accept Ha2 
Hypothesis 3 
Ho3 : There is no relationship between individual,s 
satisfaction with colleagues and propensity to stay. 
: The greater the individual's satisfaction with 
colleagues, the greater the propensity to stay. 
r = 0.2637, p = 0.000 




Ho4 : There is no relationship between individual‘s 
satisfaction with work load and propensity to stay. 
Ha4 : The greater the individual's satisfaction with work 
load, the greater the propensity to stay. 
r = 0.1026, p = 0.030 
Conclusion : Reject HQ4 
Accept 
Hypothesis 5 
HqS ： There is no relationship between individual's 
satisfaction with physical working condition and 
propensity to stay. 
Ha5 : The greater the individual's satisfaction with 
physical working condition, the greater the propensity 
to stay. 
r = 0.0697, p = 0.141 




HqS : There is no relationship between individual's 
organisational commitment and propensity to stay. 
Ha6 : The greater the individual»s organisational 
commitment, the greater the propensity to stay. 
r = 0.1148, p 二 0.015 
Conclusion : Reject HQ6 
Accept 
Hypothesis 7 
Hq? : There is no relationship between individual‘s career 
expectation and propensity to stay. 
HA7 : The greater the individual's career expectation, the 
lower the propensity to stay. 
r = -0.0374, p = 0.431 




HqS : There is no relationship between environmental 
opportunity and individual's propensity to stay. 
Ha8 : The greater the environmental opportunity, the lower 
the individual's propensity to stay. 
r = -0.2582, p = 0.000 




CORRELATION BETWEEN NUMBER OF CHILDREN, EDUCATION, 
SALARY, AGE AND LENGTH OF SERVICE 
Correlation with SLI 
Demographics Coefficient of Significance 
correlation (r) level (p) 
Number of children 0.1235 o.005 
Education -0.8270 0.061 
Salary 0.0638 0.149 
Length of service -0.0632 0.154 




Bacharach, B. Samuel (editor) Research in the Sociology of 
Organisations. JAI Press Inc., 1982. 
Berg, Ivar. Education and Job. New York Praeger, 1970. 
Buchanan, David A. and Huczynski Andrzej A. Orgnaisational 
Behavior. Prentice Hall International, 1985. 
Bvham W C The Use of Personnel Research. American 
MLag4ment Association Research Study. No. 91, New York, 1968. 
Fleishmann, Edwin A. and Bass, A.R. (editor) Stales in 
Personnel and Industrial Pyschology. Dorsey Press, 1974. 
Fiippo, E. B. Principles of Personnel Management. 3rd ed. 
McGraw'Hill, 1971. 
Guadet F J. Labour Turnover : Calculation and__Cost. 
American Management Association Research Study 39, New York, 
1960. 
Gellerman, S. W. The Management of Human Resources, The 
Drydon Press, 1976. 
Gruneburg, M. M. (editor) Job Satisfaction - A Reader. 
McMillan, 1976. 
Lawler III, Edward E. Pay and Organisational Effectiveness: A 
Psychological View. McGraw Hill； 1971. 
Lawler III, Edward E. Motivation in Work Organisations. 
Wadsworth Publishing Company, 1973. 
Lui, Wing Yiu Jimmy. Voluntary Staff Turnover : Causes and 
Rein4dial Action. MBA Research Report, Chinese University or 
Hong Kong. 1980. 
March, J.G. and Simon, H.A. Organisation. Wiley, 1958. 
106 
Books (Cont'd) 
M�ier( N.R.F. Psychology in Industry. 3rd edition. Houghton Mifflin Boston, 1965. 
Pettman, B.O. (editor) Labour Turnover and Retention. Gower Press, 1975. “ 
， o r s , Paul and Myers, Charles A. Personnel Administration: A 
Point of View and a Method. 5th edition. McGraw Hill, 1965. 
Price, J.L. The Study of Turnover. Iowa State University Press, 1977. ^ 
Seybolt, John Winfield. Job Satisfaction and Turnover in Work 
Organisations as a Function of the Person-enviromj^^TTF 
Interaction. Ph.D. Thesis. Cornel l n n 1 0 7 5 
Van der Merwe, Roux and Miller, Sylvia. Labour Turnover in the 
South African Footwear Industry. Grahamston Leather 
Industries Research Institute. Res. Bull, 1970. 
Wills, Gordon (editor). Management Decision Monograph Series. 1972 . ^ 
107 
Periodicals 
Bailey, George and Davenport, O. Thomas. "Solving the 
Turnover Blues." Mortgage Banking. Vol. 47, issue 3. (December 
1986) 
"Brain Drain." Staff Journal. (Spring 1990) 
Byham, C. William. "Targeted Selection: A Behavioral Approach 
to Improved Hiring Decisions•“ Human Resources Journal of Hong 
Kong. Vol. 6, issue 1. (January 1990) 
Census and Statistics Department. Monthly Digest of 
Statistics. November 1989. 
Census and Statistics Department. Annual Digest of 
Statistics. 1989. 
Chow,. Hau-Siu Irene. "An Empirical Assessment of 
Organisational Commitment Among Local Employees.“ The Human 
Journal of Hong Kong. Vol. 6, issue 1.(January 
Farrant, W. Alan. "Keep Your Subordinates." Supervision. 
Vol. 50 (April 1988) . 
Fern, F. Edward, Avila, Ramon and Grewal, Dhruv. "Salesforce 
Turnover: Those who Left and Those who Stayed•“ Industrial 
Marketing Management. Vol. 18, issue 1 (February 1989)"^  
Flowers, S. Vincent and Hughes, L. Charles. "Why Employees 
Stay.“ Harvard Business Review. July - August, 1973. 
Flowers, S. Vincent and Hughes, L. Charles. "Why Employees 
Stay is more Critical than Why They Leave." Personnel 
Journal. Vol. 66, issue 10. (October 1987) 
Hong Kong Institute of Personnel Management. 1989 Pay Trend Survey• (1990) 
Jenkins, Steve. "Turnover: Correcting the Causes•” Personnel 
Journal. Vol. 65, issue 12. (1988) 
、 
CUHK L i b r a r i e s 
___圓11111 --.’ 
• • • B D T E f l E 
